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Customer Service Aptitude Profile CSAP

TEST DESCRIPTION

The Customer Service Aptitude Profile (CSAP) is an ad-
aptation of the Sales Achievement Predictor and measures
personality traits that are critical to success in customer
service and customer service-related positions. The report
describes characteristics related to customer service po-
tential and performance, such as diplomacy, cooperative-
ness, patience, and assertiveness. The customer service test
contains 140 items and is written at a sixth-grade reading
level. Validity scales identify applicants who exaggerate
strengths or minimize weaknesses, and the score reports

automatically adjust the scores of those applicants.

DETAILED SCORE REPORTS

The CSAP presents an overall recommendation about an
individual’s suitability for customer service work, as well as
a listing of his or her relative strengths and weaknesses in
eight skills and behaviors associated with good customer
service performance. Because many customer service roles

include a sales component, specific scores that focus on a

person’s disposition towards sales-related activities are also

provided.
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VALIDITY INFORMATION

Construct Validity: CSAP scale scores have been compared with a number of
external measures of similar individual characteristics, including the Sixteen
Personality Factor (16PF) and the Edwards Personal Preference Schedule
(EPPS) scales; these comparisons provide very strong support for the construct
validity of the CSAP scales.

Predictive Validity: The CSAP overall score is based on a combination of per-
sonality traits that have been shown to be critical for success in customer
service and customer service-related jobs. These traits include cooperativeness,
personal diplomacy, and patience. CSAP scores have been shown to correlate
with job performance for customer service representatives in a wide variety of
industries, and can also be used to screen candidates for related positions such
as bank tellers, front-of-house workers in the restaurant industry, receptionists,

and more.

Reliability: The estimated test-retest reliabilities for CSAP scores range from .67

to .90 and are well within acceptable psychometric limits.

CSAP Scores as a Predictor of Performance for
Customer Care Representatives
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A technology solutions company administered the CSAP to its existing Cus-
tomer Care Representatives and then compared their scores with on-the-job
performance rankings assigned by their supervisors. The 10 individuals who

were Not Recommended by the CSAP had average supervisory rankings of 5.8,

whereas the (42) Recommended individuals averaged 6.5 in performance rank-

ings, and the (40) individuals who were Highly Recommended averaged 7.0 in
performance rankings. The correlation between CSAP score and performance

was r=.28.

STANDARDIZATION
SAMPLE

Norms for the CSAP were de-
veloped using a sample of 1,375
individuals aged 15 and older, of
which 48% were male and 52%
were female. These individuals
were being assessed for job se-
lection, placement, promotion,
or career appraisal. Approxi-
mately 30% were students and
the balance were adults ranging
in age from their early 20s to
mid-60s. Their current work
situations included executive
positions in technical and ser-
vice-oriented areas, managerial
positions, and sales positions.
About 10% of the sample were
Black and 2% were Hispanic.

In establishing standardized
scores for the final version of the
CSAP, normalized T-scores were
first developed on the large,
stable standardization sample
for CSAP scores. The norma-
tive information obtained from
the standardization group was
extended to a separate reference
sample of 745 managers, people
in sales-related occupations, and
middle- and upper-level profes-

sionals.
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